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PURPOSE: To provide a customer support assiting method and system 
which can provide accurate information for an operator of a customer 
support center from a user. 

CONSTITUTION: A user terminal 100 is equipped with a storage means 130 
which stores internal state information obtained as the user operates and a 
communication means 140 which sends the internal state information 
stored in the storage means 1 30 to the customer support center 300 in 
response to access to the customer support center, and the customer 
support center 300 is equipped with a customer support terminal 310 
having a display means 310 which acquires the information received from 
the user terminal 100 and displays it. 
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* NOTICES * 

Japan Patent Office is not responsible for any 
damages caused by the use of this translation. 

1This document has been translated by computer. So the translation may not reflect the original precisely. 
2.**** shows the word which can not be translated. 
3.1n the drawings, any words are not translated. 



CLAIMS 



[Claim(s)] 

[Claim 1] In the customer support support technique for this customer support center offering the service corresponding to this 
access, if a user accesses the customer support center which is a communication entrepreneur side through a network The 
status information about the status and the environment in the end of a local which are transmitted to the aforementioned user 
side at the aforementioned customer support center is accumulated. It is the customer support support technique which the 
aforementioned user delivers the aforementioned status information accumulated considering the access to the aforementioned 
customer support center as an opportunity to the aforementioned customer support center, and is characterized by the 
aforementioned customer support center providing an operator with the acquired aforementioned status information. 
[Claim 2] The customer support support technique according to claim 1 which accumulates the log information generated for 
every terminal unit of the aforementioned user and the availability information on the aforementioned terminal, and the message 
information received from the status information communication service network of the aforementioned terminal as the 
aforementioned status information. 

[Claim 3] The customer support support technique according to claim 1 which accesses the terminal by the side of the 
aforementioned user at any time, and acquires the maintenance reference information to need from the aforementioned customer 
support center. 

[Claim 4] The aforementioned maintenance reference information is the customer support support technique according to claim 3 
containing the message information received from the aforementioned log information and the availability information on the 
aforementioned terminal, the failure information on the aforementioned terminal, and the communication service network. 
[Claim 5] In the customer support aided system which consists of a user terminal which accesses the customer support center 
which is a communication entrepreneur side and answers this user ignited by the access from a user, and this customer support 
center A store means to accumulate the status information about the status and the environment in the end of a local which the 
aforementioned user terminal transmits to the aforementioned customer support center, The means of communications which 
sends out the aforementioned status information accumulated ignited by the access to the aforementioned customer support 
center's at the aforementioned store means to the aforementioned customer support center is provided. The aforementioned 
customer support center is a customer support aided system which acquires the aforementioned status information received 
from the aforementioned user terminal, and is characterized by providing the customer terminal which has a display means to 
display. 

[Claim 6] The aforementioned store means is a customer support aided system according to claim 5 which accumulates the log 
information generated as the aforementioned status information whenever it operates the aforementioned user terminal, the 
availability information on the aforementioned store means itself, the failure information on the aforementioned user terminal, and 
the message information on a communication service network. 

[Claim 7] The aforementioned customer support terminal is a customer support aided system according to claim 5 which has 
further a user-terminal information acquisition means to access at any time in the aforementioned end of a user side edge, and 
to acquire the information to need. 

[Claim 8] The aforementioned user-terminal information acquisition means is a customer support aided system according to 
claim 7 which acquires the message information received from the aforementioned log information and the availability information 
on the aforementioned terminal, the failure information on the aforementioned terminal, and the aforementioned communication 
service network. 
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DETAILED DESCRIPTION 



[Detailed Description of the Invention] 
[0001] 

[Field of the Invention] this invention relates to the customer support support technique and a system, and relates to the 
customer support support technique and the system for supporting the operator of a customer support center who receives the 
customer who uses a specific terminal especially. 

[0002] When failure occurs to a customer's terminal or the operator of a customer support center receives the inquiry from a 
customer in detail, it is related with the customer support support technique and the system for giving exact designation and an 
exact explanation to a customer. 
[0003] 

[Description of the Prior Art] Conventionally, the information which the user recognizes is used for the information acquired by 
the customer support center corresponding to the inquiry from a user offered as consistency of a customer support. For 
example, in the time of failure occurrence etc., the operator of a customer support center asks whether are carrying out what 
operation to the user and failure occurred, and gets a reply of the status of the terminal at that time, the status of failure, etc. 
from a user. An operator searches the cause of failure, the restoration technique, etc. based on the information acquired from 
the user. 

[0004] Drawin g 10 shows the configuration of the conventional customer support aided system. In the system shown in this 
drawing, if the caster support center 30 receives from a user 10 that failure occurred, the operator of the customer support 
center 30 will ask a user 10 the information on the failure status through a telephone or a terminal unit. Thereby, a user 10 
transmits the information about the failure status and the operation status to the customer support center 30. Thereby, the 
customer support center 30 performs analysis for problem analysis based on those acquired informations, and provides a user 
with the information for restoration. 
[0005] 

[Problem(s) to be Solved by the Invention] However, in the above-mentioned conventional system, since the information for 
which an operator is obtained from a user is restricted to the information which a user can recognize, a user will find out about 
the information which he does not necessarily remember clearly. Usually, the user remembers clearly neither a failure occurrence 
cause nor the operation status in many cases at the time of failure occurrence. For this reason, the information which a 
customer support center acquires may have that it is not [ much ] necessarily exact, and may be an uncertain information. For 
this reason, in case an operator provides a user with designation of failure restoration based on the information in which it made 
a mistake by a user's misapprehension etc., the mistaken designation is performed and there is a problem lapse into a still deep 
failure. 

[0006] this invention was made in view of the above-mentioned point, improves the technique of a customer support of the 
former which can gather information through a user, and aims at offering the customer support support technique and the system 
which can provide the operator of a customer support center with an exact information from a user. 
[0007] 

[Means for Solving the Problem] Drawin g 1 is drawing for explaining the principle of this invention. In the customer support 
support technique for a user accessing this invention through a network at the customer support center which is a 
communication entrepreneur side, and a customer support center offering the service corresponding to an access The status 
information about the status and the environment in the end of a local which are transmitted to a user side at a customer 
support center is accumulated (step 1). A user delivers the status information accumulated ignited by the access to a customer 
support center (step 2) to a customer support center (step 3), and a customer support center provides an operator with the 
acquired status information (step 4). 

[0008] Moreover, the log information generated for every terminal unit of a user and the availability information on a terminal, and 
the message information received from the status information communication service network of a terminal are accumulated as 
status information (step 2). Moreover, at any time, this invention accesses the terminal by the side of a user, and acquires the 
maintenance reference information to need from a customer support center. 

[0009] Maintenance reference information includes the message information received from log information and the availability 
information on a terminal, the failure information on a terminal, and the communication service network. Drawin g 2 is a principle 
block diagram of this invention. If this invention is a communication entrepreneur side and it is accessed through a network 200 
from a user In the customer support aided system which consists of a user terminal 100 which accesses the customer support 
center 300 which answers a user, and the customer support center 300 A store means 130 to accumulate the status information 
about the status and the environment in the end of a local which a user terminal 100 transmits to a customer support center, 
The means of communications 140 which sends out the status information accumulated ignited by the access to a customer 
support center at the store means 130 to the customer support center 300 is provided. The customer support center 300 
acquires the status information received from the user terminal 100, and possesses the customer support terminal 310 which has 
a display means 310 to display. 

[0010] Moreover, the store means 130 accumulates collectively the log information generated whenever it operates a user 
terminal 100, the availability information on store means 130 the very thing, the failure information on a user terminal, and the 
message information received from the communication service network 200 as an internal-state information. 
[0011] Moreover, the customer support center 300 has further a user-terminal information acquisition means to access a user 
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terminal 100 and to acquire the information to need, at any time. Moreover, a user-terminal information acquisition means 
acquires the message information received from the log information of a user terminal 100 and the availability information on a 
terminal, the failure information on a terminal, and the aforementioned communication service network. 
[0012] 

[Function] this invention accumulates the operation history information to the terminal side by the side of a user, and in case it 
accesses a customer support center, it becomes possible [ providing an operator with these informations ] by the customer 
support center by sending out the operation history information accumulated and a terminal, or the failure information generated 
with the communication service system collectively. That is, since the operation history information automatically accumulated 
according to operation and the information showing the status generated within the terminal or the communication service 
system are transmitted as it is into the terminal by the side of a user and it is not necessary to depend on storage of a user etc., 
an operator is provided with an exact information. 

[0013] Moreover, this invention becomes it is possible to always collect required informations for the information accumulated at 
the terminal which the user is using, and possible [ cutting down sharply the man day of the information collection at the time of 
an operator inquiry of a user ]. Furthermore, since this invention can acquire the status information of a terminal required at any 
time as reference information for a maintenance when performing a fixed maintenance etc., it becomes able [ the customer 
support center 300 ] to acquire status information from a terminal automatically for every maintenance, as there is no delivery 
from the customer support center 300. 
[0014] 

[Example] Hereafter, one example of this invention is explained in detail with a drawing. Drawin g 3 shows the configuration of the 
customer support aided system of one example of this invention. The customer support aided system shown in this drawing 
consists of a device 100 which a user operates, a communication service network 200 which a communication entrepreneur 
offers, and a customer support center 300 which a communication entrepreneur owns. 

[0015] Drawin g 4 shows the configuration of the device of one example of this invention. A device 100 consists of an input unit 
1 10, the output unit 120, memory 130, a communication device 140, and a control unit 150. An input unit 1 10 and the output unit 
120 become the interface at the time of a user operating a device 100. Memory 130 memorizes the internal state of the 
information which the user created and collected, the operation performed to the input unit 1 10, and the terminal at that time 
etc. A communication device 140 receives an information from an access and the customer support center 300 to the customer 
support center 300. A control unit 150 controls each above-mentioned component. 

[0016] If a user operates it to an input unit 1 10, the log information about the concerned operation and the internal-state 
information on the terminal of the device at the operation time will be transmitted to memory 130. Memory 130 memorizes the 
concerned log information and an internal-state information. The information which discriminates the information which 
discriminates the screen where a device 100 displays an internal-state information on an output unit 120, the message generated 
at the terminal itself, and the message which received from the communication service network 200 is included. Moreover, the 
information for accessing a customer support is also memorized by memory 1 30. 

[0017] Drawin g 5 shows the configuration of the communication device of the device of one example of this invention. The 
communication device 140 of a device consists of a telephone circuit 141, a data communication circuit 142, and a transfer 
device 143. A telephone circuit 141 outputs and inputs an information (voice) by the telephone line, and the data communication 
circuit 142 transmits and receives data and the access demand which are recorded on memory 130 through the communication 
service network 200, and the information on the customer service center 300. In performing transmission and reception of a 
between [ the customer service centers 300 ], it connects with the data communication circuit 142, and the switch equipment 
143 changes connection to a telephone circuit 141, when arrival of the mail is detected. In this example, the required information 
stored in memory 130 shall be transmitted using the data communication circuit 142. 

[0018] A control unit 150 detects that it is the communication to the customer support center 300 from the information 
currently displayed as the input from an input unit 1 10 on the output unit 120, and controls a communication device 140 to 
transmit the log information stored in memory 1 30 to the customer support center 300. 

[0019] Drawin g 6 shows the configuration of the customer support terminal of one example of this invention. The customer 
support terminal 310 consists of an input unit 313 which inputs the display 312 and the command which display the 
communication device 31 1 which transmits and receives the information on a device 100, the acquired information or the data 
which should be checked, and a message, and a message. 

[0020] Display 312 shall display the log information and the internal-state information which the communication device 311 
received from the device 100 to an operator. In this example, if the log information and the internal-state information from a 
device 100 are received by the communication device 311, the concerned information shall be displayed on display 312. 
[0021] Drawin g 7 shows the configuration of the communication device of the customer support terminal of one example of this 
invention. A communication device 31 1 consists of automatic-answering switch equipment 3111, a telephone circuit 31 12, and a 
data communication circuit 3113. The automatic-answering switch equipment 311 1 switches connection to the data 
communication circuit 3113 while it detects arrival of the mail, when connecting with the telephone circuit 31 12. Thereby, the 
customer support terminal 31 1 can acquire the information from the device 100 by the side of a user. 

[0022] Next, the operation by the above-mentioned configuration is explained. Drawin g 8 is a sequence chart which shows an 
operation of the customer support aided system of one example of this invention. 

Step 101 When a user performs an information communication etc. through the telephone line among other terminals (device) by 
the device 100, the input of a command or a message is performed from an input unit 1 10. 

[0023] Step 102 The memory 130 of a device 100 stores the log information generated based on operation of a user, and the 

internal-state information on the device at the time. The availability in memory 130 is also updated and held at this time. 

Step 103 Suppose that failure occurred in the device 100 here. At this time, a user inputs the access demand to the message 

and the customer support center 300 which tell the purport which failure generated from the input unit 1 10. 

[0024] Step 104 If a communication device 140 receives the access demand to the customer support center 300, an access 

demand will be published for the concerned content to the customer support center 300 through the data communication circuit 

142. 

Step 105 Next, a device 100 reads informations, such as an availability of the log information stored in memory 130, an internal- 
state information, and memory. 

[0025] Step 106 The communication device 140 of a device 100 is sent out to the customer support center 300 through the data 
communication circuit 142. 
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Step 107 The communication device 31 1 of the customer support center 300 receives the information from a device 100, and 
transmits to display 312. 

[0026] Step 108 The display 312 of the customer support center 300 displays the information received from the communication 
device 31 1. The operator of the customer support center 300 looks at various kinds of displayed informations, and investigates 
the cause of fault of searching the cause of fault of a device 1 00, and the restoration technique. 

[0027] Step 109 The operator of the customer support center 300 sends out results of an investigation to a device 100 side 
through the telephone circuit 31 12 or the data communication circuit 31 13. Next, the detailed operation by the side of a device 
100 is explained. 

[0028] Drawin g 9 is drawing for explaining an operation of the device of one example of this invention. 
Step 201 A user inputs [ keyboard ] a command, a message, etc. from the input unit 1 10 of a device 100. A user inputs a 
message etc. with the destination information on a partner's device, when performing data communication etc. to other devices. 
[0029] Step 202 A control unit 1 50 recognizes the destination information on informational that it was inputted by the user, and 
judges whether they are whether it is the command or message of customer support-center 300 **, a command to other 
devices, or a message. In being an input to other devices, it shifts to step 203 here, and in being the access demand to the 
customer support center 300, it shifts to step 205. 

[0030] Step 203 As an interna I -state information on the device 100 at this time, additional writing is performed for the log 
information made into an operation history information in memory 130. 

Step 204 If the error message has occurred from the communication service network 200, additional writing of the information 
which specifies the concerned message will be carried out at memory 130. 

[0031] Step 205 As a result of storing the above-mentioned internal-state information in memory 130, the availability in memory 
130 is updated and the information on the availability of memory 1 30 which stores in the predetermined field of memory 130 and 
acquires the following operation history as an availability information (it shifts to step 201) is stored in memory. 
[0032] Step 206 In step 202, when it judges that the inputted content is the access demand to the customer support center 300, 
from memory 130, interna I -state informations, such as the operation log information of several predetermined minutes and a 
message, are read, and it transmits to a communication device 140. For example, at the time of failure, the internal-state 
information containing the log information for ten affairs is read from the last data. Or interna I -state informations, such as a 
message generated from the communication service network 200 corresponding to the log information in one operation, are read. 
[0033] Step 207 The transfer device 143 of a communication device 140 changes connection to the data communication circuit 
142. 

Step 208 A communication device 140 sends out the data in the memory 130 read at step 206 to the customer support center 
300. 

[0034] Thereby, the customer support center 300 displays internal-state informations, such as log information which received 
from the device 100, on the customer support terminal 310. Thus, it is possible to grasp the exact status of a device 100, even if 
the operator of the direct customer support 300 does not pump out of a user directly the various informations about the log 
information or the terminal which were stored in the device 100, when a user accesses the customer support center 300. 
[0035] In addition, although a user accesses to a customer support center and has transmitted the internal-state information on 
a device 100 in the above-mentioned example When maintaining a device 100 periodically from a customer support center, a 
device 100 is accessed from the customer support-center 300 side. If a device 100 detects the access from the customer 
support center 300, it is also possible to read automatically the internal-state information accumulated from memory 130, and to 
transmit an internal-state information to the customer support center 300. Thereby, the customer support center 300 should 
inspect only the device which it is not necessary to go to the place in which the field engineer has actually installed the 
concerned device about the device judged that is normal, and it is thought that problems, such as failure, occur, or has been 
generated at the time of a maintenance. 

[0036] In addition, what is necessary is just to display the information displayed on the display 312 of the customer support 
center 300 by the format which an operator tends to discriminate. Moreover, it is also possible to search the failure knowledge 
base and to display the cause of failure collectively for example, based on the log information acquired from the user, when being 
asked for the correspondence about failure by the user at the time of a display. 

[0037] In addition, change and the application are variously possible for this invention within the patent claim, without being 

limited to the above-mentioned example. 

[0038] 

[Effect of the Invention] As mentioned above, since the operation history at the time of operating a device is automatically 
transmitted to the operator of a customer support according to this invention, in case the operator of a customer support 
receives with a user, there is a merit that most required informations can be used. On the other hand, from a user side, since the 
device is collecting automatically the history informations on the terminal handling which he generally does not remember 
correctly, it is not necessary to report to an operator. Moreover, when receiving usual service of displaying the information on a 
terminal and seeing, it is not necessary to carry out operation not to need. In a customer support center, since required data are 
notified in advance, the explanation-to a user cannot take time but the effect of a grade which does not need to be said as a 
customer support for a long time can be acquired. 
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